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This occupational skills instructicnal^acdule on 

^prol»lea solving is cne of tvelve laking np a cQxriculua guide on the 
jltiten aspects of WG^rking in organizations, ihe acdulejs axf - designed 
fbr* utilization at various eduqaticnal levels ranging frca high 

^^Cjkool to adult anjl continuing education, in either academic or 

il!»cational prograas. "This nodule is organized into nine sessions: (1) 

rating ycnr problep-solving skills, (3) 
and C4) problea-^solvihg steps, (5) solving probleas in groups^ (6) 
.f«ict findings, (7) idea finding, (8) solution finding, and (9) 
evaluating the solution. E£Mc:h session is azzanged according to the 
following coaponentsr topie;^ objective; skills caphasized (a listing 
of specific skills^ e.g., aaking independeiit decisions, 'folloj^ing 
instructions) ; notes on the^ iaportance of the session topic; list of 
■aterials and eguipaent neededt(a copy of €ach. student vcrksheet, 
ttan»parency and/or handout is ancluded) ; activity (description of 

^hov to conduct activity) ; and follov-up (discussion Questions or 
activities €0 assist students an snaaarizing or evalnating the 
session topic) • Teach^er resources including the titles, scurces, and 
descriptions of bdoks, ^rticles, and audicvisual aids conclude the 

.module. A ie^itea anltiple choice test for use «ith this nodule is 
available in docuaent CE 018 569. C£ C18 556 d€scrit€s th€ twelve 
nodules, and their dcvelcpaent. (JH) ^. 
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The twelve Occupational Survival Skills Modules ar^e not 
numbered. Instructors are encouraged to use'Moduli^s in 
any order that best fits their needs, \ 
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"He/ie, make It oxi^y on youueZ^." 



^ Topic Outline: 

Students will have an opportunity to understand the steps - 
involved in solving problems and will appl^ these steps to 
problem situations. 



Module Objective: 

introduction : Problem Solving Overview ..... i . 1 

Session One : What Is Problem Solving? 3 

Session Two : Rating Your Problem Solving Skills . 9 

Session Three: Problem Solving^ Steps 13 

Session Four : Problem Solving Steps 19 

Session Five : Solving Problems in Groups 23 

Session. Six : Fact Finding . 29 

Sessiem Seven: Idea Finding • • • 35 

Session Eight: Solution Finding ^ 41 

Session Nine • Evaluating the Solution :.. ..... 45 
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they are stud^ts, Vorkers^ ' 



Host ffeople solve prc^lentf every day, ^eth^ 
or homeniakets.,*'' Soine problems are small and have simple solutions. Others are> 
difficult and complicated for a number of reasons: 



^ a) the problem itself vxs^ be unclear > 

b) the problem may have many possible solutions 

c) the problem may not have one "perfect" solution 

d) the problem's solution may cause other problems 

e) the best solution to a problemmay be impossible to carry out. 

Because we are likely to face many different kinds of problems, we need to 
learn to be flexible in our thinking. For example, figuring out how^to/fix^ 
car engine is different from figuring out how Jto get along with a grouchy 
co-worker. Yet, the process of solving any problem involves four basic steps: 

^ ^ fact finding 

^ , idea finding 

solution finding ^ 
< evaluating * . . ^ 

The fact >finding stejr^involves gaCherijig. all facts and informatioa that 
relate to the problem and defining the problem exactly. ^ Surprisingly, this 
step is often neglected. To get the problem solving process off to d good 
istart, the fact finding stage is a must. 

The idea finding step means thinking of ' as many solutions as possible. 
During this stage we can ask othets for ideas as welf as thinking of them 
ourselves. By thinking carefully through the idea findTng sta^e, we may be 
able to improve or combine ideas to come up with a better solution. 

The solution finding ^tep consists of d^eclding on one §olution that seems 
to solve the problem best and putting it into action. When deciding on a 
solution, we have a chance to consider the advantages and disadvantages of a 
number of solutions before choosing one. ^ 

Evaluating the results of the solution is also a very important step "in 
solvihg problems. If the solution solved the .prqblem and did-not create any 
new prpblems, the" problem solving process is finished.. If the* solution did not* 
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solve the problem, or if it caused new problems, we mti'st decide if the solution 
should be changed injany way. If the solution did not work^ the person needs 
to f £id^ but why: , 

Was the problem def%:ned incorrectly? 
Was a better idea for a solution overlooked? . 
Did the/ so lutiont cause some unexpected or unwanted 
results? » - , 

s H Was the solution put into action incorrectly? 

In other words, if the solution does not work, the problem solver must start the 
process aver again. 

Workers face" several kinds of problems: ^ * . . 

- i. • ' • ' ' \ ■ . / • . ~ 

• personal problems between workers or workers and 

supervisors . ' ^ 

r i ■ ' • - ' ■ ' 

/ ^, . • technical problems in doing k job in the most effective 

• ' • , way ■ . • • 

• policy problems with the rules and regulations of the 
firm ; . . ; 

work-home problems in fitting togethel life an the job 
with life at home. V« N 



The idea of having to face so 'many kinds of problems may seem discouraging. 
However, workers who have , goo 3 prcrblem solving skills m^y view problans withl 
confidence^ Developing problem solving skills jrequires practice. In tliis module 
the steps of probleq "solving are explained^and activities are ^ provided ' fojf practice- 
ing-problem solving skills. ' _ ~ ' 
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OBJECTIVE: 



By working ^;Ln a group problem 'solving situation and 
Identifying different problem solving situations in 
their own lives, • stiMents will develop an tinderstandlng 
oi^ the meaning pf problem solving. , 



SURVIVAL SKILLS 
^ EMPHASIZED: 



Knowing^ your stret^ths and wealaiesses 
Using Initiatives - 
Follwing instructions 
Basic writing, skills 

* < ; ? I 



IMPORTANCE : 



We solve probleijis in ail aspects of our lives, ln_pur wotk, 
in our play, and in our relationships with other" people. 
Workers who have poor problem solving skills may -actually 
create probl^ns for themselves when trying to' solve a 
^jproblem. The activities in this session illustrate the 
meaning dt problem solving. 



MATERIALS AND 
EQUIPMENT: 



One copy of Student Worksheet #1 - T Puzzle Solution for 
'each group of five students 

One T Puzzle qiit from cardboard for- each grotip of Jive 
students ^ . ^ . ^ 

Student Worksheet //2 - Identifying Problems and Solutions 
Student Worksheet //3^" Problem Solving and Work 



ACTIVITY: f Puzzle* 



Divide the class into groups of five students. Give 
one student in each group Student Worksheet #1 - 
T Puzzle Solution . The worksheet is not? to be showri 
to the other group members at any time diiring the 
activityw^ * • - 



*^ Adapted from Communication Games, Ka^en Kruper, The Free 
P^ess, New York, 1973. Reprinted by special permission. 



• 2. Give each of the remaining group member & erne pfezle 

piece. ^ Each group should have ali four pieces needed 
to cc^plete one puzzle/ * \ 

_ 3. Explain that each group must comjilete the puzzle as 

quickly as possible, observing the. f ollpwing rules: 

^ • 'Thft person who has the solution may not show it to 
, ^ ■ - ^ the other group mdmbers,*^ 

. ^ The person who has the solution may hot touch any 
\ Npf the puzzle pieces. a 

. 4. Allow about 10 minutes for groups to^solve their puzzles. 

c ' * , •* • ■ . \ ■ ' 

FOLLOl^UP: l*- Explain that the activity .studjent^ave just CQii4)le ted 

involved i^roblem solving . Use^C^' following questions 
to lead into a discussion of the meandUig of problem 
. *- solving. • ^ . , » 

• How did your group solve the problem? 

, ' ^ • what other methods could your "group have used? 

. . ■ ' - • 

. * * • I^id your group have difficulty solving the puzzle? ' 

I* ■ . 

• Did your group use mett\pds different from the 
methods of the other groups? 

2. Ask students to name different types of problems. 
► ^ . • Math problems » 

• Personal problems ^ • 

• Family problems 

• School problems^ 

* » ' -t 

r 

^ ' • Environmental problems 

• Unempl«oyment problems 

* 

* • Fin'ancial problems * ^ 

• Health problems 
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3. iSuggest that problems^have one thing in^cpimion: — » • 
situation exists in whit:h ^ pers6n is ixot ce^talti ^ 4 
of what to do. ^oblem^olviig, therefore, is t 
process of deciding vha^ t«^o about a situation. 

' # Problems may be sm^l, and they may be solved 
quickly. Foi: example^ when pla^ijig a game of 
checkers, deciding on eac^ mpye is^sa^saall-pt'ot*!^- 



Problems may be large and take years to solve. Y(fc 
^^sample, the problem.of pollution cannot be solved 
quickly yithodt creating serious transportation^ 
economic, and other problems. 

4. Ask. students tq pame kinds of problems they might have 
to solve in § work situation. 



• Personal probiems^-getting along ^with others • ^ 

• Technical problems — figuring out how to do a ^ob 

• Work-home problems— fitting together the two parts 
of your life, at home and on the job. 



Identifying Problems and Solutions 

'1, Distribute Student Worksheet #2 r Identifying Problems 
and Solutions . Read through the Instructfons given on 
the worksheet with the students. Allow students, about 
10 minutes to write their r^e^p^^tjisps. ^ 

t * » . • 

2^ ' After students have ranked their solutions, ask them to 
share the:^x^est and poorest solutions with, the class.* 

• Why do you believe the solutions you ranked 5 was ^ v 
the ^poorest? 

• Why do you believe the solution you ranked 1 was the 
be¥t? " 



•Ask students to read one of their problems to the clasSs' 
and have, other students suggest solutions. Compare 
these suggefiTted solutions witlf^ the solution actually 
used.'" 

As an out of class assignment, have students take 
Student Worksheet Sf3 Problem Solving and Work home. 
Have them ask their parents or other working adults for 
their definitions of problem 'solving and how they apply 
these definitions in their 'work. 
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:#Mtt^ AVQr^ 0 T Puzzle Solution ^ 

♦ * ^ IX ±s your task to givd' Instruct ions to the'othei: inenbers of your grotq) 
for asseabll^gut&e T Puzzle x^ch appears below. Your group ha? all of the 

_plecesv^o the , T ^Puzzle. The piecies to the T Puzzle are In shapes that- correspond 
to the lines on the T Puzzle below.. The other ^neinbers-of your group nay riot 
look at this sheedk You may riot touch any of the puzzle pleees^. . . 
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ptudent Worksheet #2 

Identifying Problenjs ari4Solutions 



'p.-— Jfou' solve problems "eve^ day of your; life e^^en though you are-, not always 
.^^ware that yoti^^re solving p^robldms.^ Think back over the past^week ^nd list 
•five problems ^u have faced and the splution^ou reached. . " • 
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RANKING OF 
SOLUTION ^ w SOLUTIONS 



1- * ; 1. 

2. ^ . 2. 

3. • 3. 

5. 5. 



V^- After listing your projblems and solutions, go back and rank your solutions 
C^ifoml to 5, with 1 being the best solution and 5 being the poorest one. 



What else could have helped you find a better solution? 
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Student Worksheet #3 Problem Solving and Work 

Ask one .working adult to define problem solving, and to explain how 
problem solving is used in work situ'^tions. Use the following questions as a 
, guide. Write the responses in the- space provided. . ' ' 

•* ^ • 

V ■ " ■ . ^ ■ ' • . • ' 

1.^ What is your definition of problem solving? " . 



■ 1 



^. 2. How do you apply your definition oi problem solving, in your work? 



3. What kinds of problems are most common in your work? . 



4. What' methods do you^use to, solve problems at work? 



/ 
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SESSION TWO 



TOPIC:: Rating Your Problem Solving Skills " ^ 
OBJECTIVE: Students will evaluate their problem solving skills. 



SURVIVAL SKILLS 
EMPHASIZED: 



r 



IMPORTANCE : 



Understanding written information- 

Knowing your strengths and weaknesses 

Basic reading skills 

Locating information 

Making independent decisions 



Problem solving is an organized, s,tep-by-step process. 
Yet, many people try to solve their problems by trial 
and* error. The first step in learning how to solve | 
problems is to discover which skills need improving. 
This session is designed tq help students get a realistic 
picture of their own probliem solving skills, so they can 
improve the areas in which they are weak. 



MATERIALS AND 
EQUIPMENT : 



Student Worksheet -#4 - Rating Your Problem Solving Skills 



ACTIVITY: 1. ' Ask students to share the information they have 

collected on Stucient Worksheet //3. Have them compare 
the definitions of problem solving. 

^ • Do you think the person you asked has a good 

definition of problem solving? Why or why not? 

• What can you learn from this definition? 

• .How did the person apply problem solving to a work 
situation? " ■ 

Y V ..• " ^ , ■ : . 

• What are some common problems in work situations? 



PROBLEM SOLVING 



5 



ERIC 



^> 2. Pass but Student Worksheet //4 - Rating Your Problem 

. Solving Ski l^l^ Go over the^ instructions- with students 
and allow thenr^bout 5 - 10 minutes to complete the 
worksheet. ^ * V 



FO]liL0W-UP Go. ovef the correct answers with students, one at a/ time, 

^ discussing why th^ ^nswer is true" or false. On the answers 

which are FALSE, ask^^tudents to change the statement^ to 
make it* a tru^ statement. Answers and explanations are 
\ below: . • . 

• . ■■ •' ' ■ .- ■ ' ■. :\ .; ■ 

(1) FALSE. People can develop their ability to solve 

^ problem^ by learning and practice * Think of problem 

• . solving as being like a muscle. Thl^more.you use it, 

. - th6 stronger it becomes*. l[ 

(2) . FALSE. Some problems have marly good solutions. 5ome ^. 

problems have no *good solutions. Unfortunately, some- 
times we have' to choose between several "bad" solutions. 

(3) /FALSE. When solving a problem, the best approach is to 

.jthink of as many solutions as possible before choosin3^ 
one. The more ideas you think of , the more likely you 
will be to think of a good one. ^ 

(4) TRUE. By putting a problem in the form of a question, 
you clarify exactly what the problem is and give your- 

■"^ self a springboard for thinking of solutipns. 

(5) TRi/e. In fact, not understanding the real problem is 
often the biggest blocl^ to figuring out a solution.. 
For example, suppose you have a bad cough^ Your re^l 
problem may be that you have pneumonia. /On a. job, 
suppose your supervisor is constantly criticizing you. 

* Perhaps. the real problem is that you do not follow 

instructions. Ask students to think of other "examples 
where the problem may be hidden or unclear. 

' (6) FALSE. Whenever you can, take time to think about a. 

problem. You might just make more problems for your- 
self by rushing 'into a solution before thinking through 
- the problem carefully. / - o 

■ .1 

(7) FALSE. The method of solving problems we will be 

learning is meant to help you avoid errors whenever 
possible. By considering many possible solutions ^and 
figuring out the likely results of your solutions, you 
can prevent many errors. ' ' 
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(8) TRUE. ^^^^^B|l'' many solutions, you may be 
able to combi^^?^-'^ Improve .them, so you can think- 

/ of ^the best solution possible. ' ^ i '^ . 

' ^ \ - ' '-^-^ ' 

(9) FALSE. After thinking of a solution, you must 
1) put it into action and, 2) evaluate the results. 
A sblution doesn't do any good if you keep it iny ^ 
your hjead and* don Vt use ftl But even this is * 

, the last step. You must evaluate to discover^^r*^ 
your solution worked. If your soluti'On did ncrtf. work>. 
you need tp fipd qut why and try again. 

(10) TRUE. Remember that other pi^bple may hay^ had ' : 
experiences' that* can help Jrou; solve your problein* 

• or course, you must make yoW. own decision, but by . 
asking others, you can make/ a mor^ Intelligent > 
decision. • ; * , 

(11) TRUE. Getting the facts ifl one of the f*irst .stepis / 
irl solving a problem. Sombtiines' we think we know 
more aboiit a problem than we' acttfally know. That is, 
we assume things. If we ar^jwrong in what we assume, 
we may decide on a poor solution, " 

(12) TRUE. ]fave you ever heard the;, expression "Sleep on 

. it"? Even while you are^olng'\something else or when 
you are sleeping, your mind keeps working on the 
problem^ Also, getting away : f i:Q%^a ^jQblem for a 
while helps you come back to ^t, fresh "^deas. 

(13) ^ FALS^. One of the steps in prdblem solying is to try 

to figure out the results of your solutions. You may 
be sui^prised once' in a wtiile, but a good problem 
solver figures out all possible: results of a solution 
a^ead of time. . / 




(14) FALSE. If you try to think of onl3|r practical ideas, 
you. may stop the flow of ideas befprte it gets started.* 
Also, some of your "^practical" ideas can be changed 

. to become your best solutions. 

, ■ ., ^ . : • • • ■ h 

(15) TRUE. An important Way of avoiding mistake^ is thinking. 
"If I. do this, . then. . . . Jhink of a game of checkers 
or chess. Each miove in the game is a small exercise in 
problem solving. When deciding on a mov6j you have to 
consider what move the other person will^m^ke as a 

^result of yours. Wherr solving a problem on tlie job, 
Syou may need to consider what effect your solution will 

Jidve on your chances of getting a rais^ in pay or a 
^promotion or what effect the solution will have on 
your cd-workersi 
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student Worksheet #4 ^ 

Rating Your Prot^lem Solving Skill ' 

This is .a' quiz to help you rate your problem solving skills. You will not 
be graded. ^Circle eithet. T. (true) or F (false) for each of the following state- 
' mentSi^- . :• ^ . ■ ■ v . \ / ,.' • ' ■): ■■. ^- z^* 

:T F. 1. The ab^^lity to solve problems' is something you ar^ born With 7 -J/j: 

' f you Sither have or you don't. ' ^ ■ ' * ;:A 

• • . • )► . ' . . ' / ■ ' ii-: • 

. - . ' <^ ■■■ • ■ -^ .■.^■■.v7 

T F *"2. Every pTToblem has one good solution. ' ' , f''' 

\ ' . . . ' ' ' ■ ' 

Ta F 3. , When solving a prqblem, I usually try mjr 'first idea/ 1, • . 

T F 4.KThe best approach ^to a problem isK to put it in the form of a question. 

' ' ' ' ' " ' , ■» ■ /■' 

T F 5. One thing that can make a problem more d&ficult to solve -is not 

understanding the problem. . '/ > ^ 

T F 6. It is usually a good idea to try tO: sol^ a problem as q.uickly as 

possible. >* * • 

T F/ 7. Solving problems mostly involves trial and error. ' ^^^^ 

. . -X ■ V - ^7 . ■ ' 

T F . 8. When solving a problem, I usually try to think of all the id^as I 
can before choosing one.. 



T F ' 9. Once you figure /ut a solution to a problem, you are finished 
solving your problem. " • 

T F . 10: When I have a difficult problem to solve, I like to get other 
j^' peoples ideas before making a decision^ , 

T F 11. When I h£ive a problem, I try to find \t as much as I can kbout t- ^ 
problem before trying £b solve it. ^ f 

T F 12. If a person stops thinking about a problem for awhile, the mind, 
keeps on working on the problem. 

T F 13. When 1 try to solve a problem, I am of ten surprised at the results 
. - of the solution Jz-^hose. " ^ / 

T F 14. When trying to solve. a problem, I try to make all my ideas as 
practical as possible. 

T F 15. When solving a problem,- I usually try to figure out what the 
results of my solution'will be. . ^ 
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SESSION THREE 



TOPIC: Problem Solving Steps 



OBJEGTIVE:|» Students will becoine acquainted with the four steps in the 
. ; " problem *&olv.ing .process and wilT apply the fact finding * 

V step Ao' a work situation, * ' . . ' 



SURVIj^L SKlCrisi^ 
• I!MPHASIZED: 



Getting along with otjiefs ' 
knowing* your strengths and weaknesses 
Knqwing what ia -expected' 
Knowing how po use job. equipment 
Locating information 
'Knowledge' of >p^rating procedures 
Following instructions 
Working without close -supervision 



IMPORTANCE: Problem solving is a . step-by-step process. Leaving out b 

step can actually create problems. The firist step involves 
figuring out exactly what the problem is and getting all 
the "important facts. Although this may seem like an*^ * , 
, , unnecessary step, it is* important becaus|*|^^is the basis . 
for the rest of the process. ThJ^B ^IMfll^^Vj^ 
the importance of the fact llili- -t, nfllpand gTves students 
an opportunity to practice t}i^ ^ Itep of problem solvingA 

■ • '^i ' 

MATERIALS AND Transparency //I - Problem Solving Steps / 
EQUIPMENT: /Student Worksheet //5 - Rhonda* 8 Problem ' V 

Student Worksheet #6 - Fact Finding . ' 
•Overhead projector' • ' . 



ACTIVITY: Problem Solving Steps 



1. Project Transparency //I - Problem Solvin'g Steps > 
Explain each step shown on the transparency. 



• The FACT FINDING step has two important parts: 

(1) Stating tJhe problem and (2) Getting the 

related* facts. This step is often left out, 
making the problem even more difficult. 
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• laie IDEA FINDING^ step consists of thinking of all 
possible idea| for solving the problem, Somef imed 
asking for ideas from others who ar^ more experienced 
is helpful; 

• The SOLUTION' FINDING step has two parts: (1) decid- 
ing on a solution and (2) acting oA the solution. 

• Deciding on a- solution involves thinkj^ng of all 
possible results of your solution.^ Actlnjg on your 

. solution meatls figuring out exactly how you are going 
to carry out your solution. \ ^j^ 

■ Jit 

• EVALUATING m^ans asking yourself. "Did my solution 

work?" If it d^idn't wor^k,' the process starts -o.ver 
again. . 

Distribute Student Worksheet //^ " Rhonda^ s Profelem , 
Haye stiuddnts answer the^ questions. ^ Use the questions 
on the worksheet to lead a discussion: ' 

• Rhonda seems to thilifc the prd^>lem is that she has 
^ been accused of stealing and that she^ could lose 

her job; • / , • > 

• Students are likely to see that Rhonda is probably 
not being too realistic. The probl^.may be that 
Rhonda i; = imply not using the cash register 
cotrectly. The point is that Rhonda has npt ^ 
defined the problem correctly . 

• Some. possible questions are: ' 

How can Rhonda keep her job? 

How can Rhonda get her boss to •see her side of the 

stpry? * ^. 

How can Rhonda learn to do her job correctly? 

•\ Emphasize the point that putting the problem in ♦ 
questipn form can help give a clearer idea of how 
to solve it. 

Distribute Student Worksheet #6 - Fact Finding , and 
have students list all facts from the problem. Some 
of the facts relating to this problem include the ^ 
following: 

• Jab during Christmas holidays 

• Rhonda is a high school senior 



Invalves^priqing st(Jck and helping .to display 
' and sell merchandise . ' 

• Maria" Lopez, was Jto orient Rhonda to' the Job 



• Orientation was to- involve' locjitio^ of merchandise, • 
how to price it, and Jiow tb oj^eifate the cash ^ 
reglsitel^^ . ^ ^ . * « f' * 

. . •■> ' ^ . » <» 

• Maria Lopez ^gave few instructions * ^ • 

• Rhonda<Qverheard salesperson talking to her boss \, 

• Salesperson said "register has n6t balanced out 
since Rhonda started to work here^," (C^sh -^'^ ^ 
register ma,y be over and not Just sho,^^?)^ 

• Rhonda believes she is being accused of stealing 

I • ■ .. 

Have students decide whether each fact is .important or 
unimportant to solving the problem, ^d have tjiem check 
(^) the proper column for each item. ^ ^ 



After completing Student Worksheet #6., have students 
discuss their responses. Some discussion questions 
might be: ' ^ 

• Does everyone agree to the ratings?- Why? Why not? 

• Now that you have listed all information about the 
problem, do yoq have any new thoughts relating to 

"'the problem?' % . 

• What facts is Rhonda 'ignoring? . 

• How cah the* fatf: finding st^p help workers avoid 
mista^'^es in solving problems? 

NOTE: Student Worksheet #5, will be needed for Session 

Four. i - ' -t ■ ' ■ 
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student Worksheet #5 Rhonda ' s Problem 

List all' fa'cts relating to the probl^ situation^ 



■ ' — — . f. . — ■ — - 

' . " Fact ^ ' 

■>■•■■ ■ ■ 


Important" 


Nob ^ V 
Impottant 

y , ' - ^ - 


1, « .1 

. ■ ■'■ ■ .» - • 


■ » . — ' ■ 'J ' — 

* 4 


•* 


2. * ■ - ■' 


f 




3. ■ . , . 




•> 


i ■ ■ • , 


1* 


/ 


- — -■ — — — ^ — ) ' 






6. , / ... 






7. 






8. • " , . 


J 


\ 


9. 






10.. \ . — 






11, : 


9 




12. - 







Now -go hacM- and circle the numbers of the three mOTt' important facts and the 
three least important facts » ^ 

What you believe to be the three most ^ important facts may differ from what 
.others may think. * 

What facts is Rhonda ignoring? 
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Student Worksheet #6 ^act Finding 

^ Khonda^ a high- school senior, found a job ^during the Christmas holiday? in'^ 
a variety store. Hel: job was to price stock 'and help display 'and sell merchandise. 
Rhonda's boss asked one of the more experienced salespeople, Maria Lopez, tpshow 
Rhonda the Iqi^tidii of merchandise, how to pri<:e it, and hbw t<i ope^ratff the cash 

^ register. Because business was. especialljjrjieavy , Maria had very lit^tle time to 
spend Reaching Rhonda H:he procedures, >Klionda irilanaged to figurd out most things 
by hersfelf or^by asking her co-workex?. Rhondd is enjoying her joS, although she " 
sometimf^ g6ts frustrated vhen sher^oe8\n't know how to do a task sh'e^ is glyen,. 

. -^She is alsd having a hard time getting to Wnow her^OB-workers because the storey. • 
is so busy* 7 * ' * - - / ^ --^^ ^ ' 

On her stKth day at- work Rhonda overheard one of the Other salespeople 
0 telling her boss that l^ever since that girl star4:ed to work the money in the 
. cash, register dcesv not balance with ^hfj^lc^sh register tape." Rhonda was . shocked. 
She^ felt she had; been accused of .stedlihg> Rhonda considers herself an hottest 
, persdn ar\d a good -Worker, especially since she\^as had to figure so many things , 

out for herself on this job, ^^pw she is afraid she will be fir^d for stealing 
^ when she knows she is innocent • , 



* !• What does Rhonda seem to think is the^ problem? 





SESSION FOUR 



•TOPIC 



OBJECTIVE ; 



Problepi SolviiTig Steps (Continued*)^; ^ 

Idea Finding*,*! Solution Finding, and Evaluating ^ 

Students will understand the' last three;8teps in the. 
problem solving process IjjU-applying them to a work 
situation, ' / ' . ? 



'SURVIVAL SKILLS 
El^HASIZED: 



Working as a team memlJer 

Basic writing skills 

Use of job equipment 

Knowledge of operating> procedures 

Following instructions- 

Working under . pressure 



IMPORTANCE ; 



When people try to solve problems,, they ofTen reverse the 
idea finding and the solution finding stieps. That is, 
they decide on a solution, and if it doesn't work, they 
return to the idea 'finding step. After the fact finding* 
step, ideas should be collected and examined. The. more 
ideas. that are collected, the higher the chances are for 
discovering a good solution. The solutioa finding step 
involves deciding on one solution and putting it into 
action. The last part of this step is especially important. 
A solution may fail if it is not put into action thought- 
fully and carefully. The evaluation tells the problem 
solver whether the chosen solution worked. If the solution 
did not work, the problem solver must figure out why, and 
start all "over, ♦ 



MATERIALS AND 
EQUIPMENT: 



Transparency //I - Problem Solving Steps 



Student Worksheet //7 
Student Worksheet //5 
Overhead projector 



- Idea Finding 

- Rhonda's Problem from SESSION THREE 



ACTIVITY: Problem Solving Steps 



Review the problem solving steps briefly, using 
Transparency //I - Problem Solving Steps , 
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Hand out S^tudent Worksheet //7 - Idea Finding . Have v 
sbudents Imagine that Rhonda has come to them with 
heir problem. What Ideas mfght they^ give her fpr 
solving^ her /problem? H^ive students^ -Write their ^ * 
reisponses In the first column of fhe worksheet. TeJ.1^ 
students tQ think of as many different Ideas as 
pqsslt)ie.. Students can b e as signed to work Individually > 
In pairs, or In* small- groupS oji/thls.' Some Ideas might 

be : . * • * ^ . ^ ^, ' ' 

. ■ ' J. f. ; .* . , _ ' , 

«• Rhonda coul4 ask. Her Su^)ervlsor for* a' more thorough / 
'orl^iltatlon to her Job requirement^. ^ ' v . * 

• , Rhondat could x^equ'est morefsLjM true t Ions* for the 
corre&t. use of thfe cash register.'' ^ * * ^ 



Rhonda cou^d qui 



5 



'•/^Rhorfida could tell^^the boss"" she didn't steal money' 
fromi the register. 

• Rhonda could ask her Supervisor questions concern- 
ing the operation of the cash register. 



Have students* share their Ideas with the entire class. 
Have the class think of good points and bad points for 
each Idea and have students write them In the space 
provided. 

Ask the class to decide on one solution, by discussing 
the good points and bad points of each one. The 
instructo-r ^fiay wish to write the Ideas on the chalk- 
board.* ^ 



Why is this the best solution? , - 

What could- happen If this ;Ldea were used? 

• V^hat effect might the solution have pn Rhonda? 

• What effect might the solution have on the problem? 
What effect might the solution have on Rhonda's 
boss? On her Supervisor? 



-• 



Explain that the class has now finished with the idea 
finding step and Has begun the solution finding step. 
Project Transparency //I and point out that students 
have just decided and are 'ready for the action part of 
solution finding. // , , 

Explain that the action part of the solution finding 
step means deciding exactly how^ to put the solution 
into action. Things to consider when planning action 
are : ' , 



V 



• Will Rhonda need to make an apppintment to talk 
with her boss or Supervisor? 

• Exactly what will Rhonda say? ' 



t^^. . •^«hat attitude shoiild Rhdnda show toward heir 

' / : Supervisor or boss? 

. ' ' r Ask' for several volunteers to demonstrate good and 

V ' ' •a bad ways that Rhonda could act on the solution. One 

good way might be to approach the person calmly, 
• ^ beginning ' -I have a problem I need to discuss with 

you*" A bad way might be to ^app roach the person 
angrily. 

- 8, Have students vote on whether each solution denbnstrated 

actually solved the problem. Explain that this ief the 
EVALUATION step. Evaluating inciud^/afeking: 

• Did my chosen solution -work?/ 

• Did my solution cause any problems' I now need to solve? 

• What can I learn from, the problem and the way I decided 
* • ' to^olve it? , V , * • 

FOLLOW- UP : Review the problem solving s^teps, ref ermng to transparency 
#1. Ask students to name exactly what *hfe class did in 
each step while Voting on Rhonda'^ pjo^em. 
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TOPIC: Solving Problems in Groups 



OBJECTIVE; 



By solving the Jeps and Lings, problem in a group setting, 
students will become aware of the advantages and disadvan- 
tages of solving problems in\a group. \ 



SURVIVAL SKILLS 
EMPHASpED- 



Getting along with others 
Working as a team member 
Making independent decisions 
Basic arithmetic skills 
Managing time efficiently 
Knowingc\>hat is expected' 



IMPORTANCE ; 



Many problems ^fen the job involve groups of people, who must 
all cooperate to solve, the j)roblem. If each group member 
participates in all the problem solving "steps, the group . 
can work on the problem efficiently. Any member who does 
Nnot participate interferes with the group, making it 
difficult or iijipossible to solve the problem. This session 
is designed to demonstrate the importance of eviery member 
in a group contributing to the- problem solving process. 



1* 



MATERIALS AND 
EQUIPMENT: 



Student Worksheet #8 - Jeps an^ Lings Instruction Sheet 
One set of the Jeps and Lings In|brinatlon Slips for each 

groMp of six students, cut alon§ the dotted lines 
Transparency #1 - Problem Solving Steps ^ , ; 

Overhead projector 



ACTIVITY: 1. 



2. 



Explain to the students that they are going to 
participate in an experiment in group problem 
^olving. D^-vide the class into groups of six 
students. (Extra students can be assigned to 
be observers. Have them identify the problem 
solving steps as they occur in the groups.) 

Distribute Student W(^rksheet #8 - Jeps and Lings 
Instruction Sheet , and go over the instructions 
with students. Project Transparency #1, so^ students 
may refep ^ it. - " 
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3. Give each of the six students in each of the groups 
one ^y^^e ^afoinnatlon Slips > \ 

4. Give students about 10-15 min^ 

'prdlilem; If a group gives you an Incorrect a 
tell the group to start over on the probl^« 
(Ansver: 4 pums) - 

• . . ^ - , , •• "v ^ • 

FOLLOW-UP: 1. Have students identify exactly what they did during-^ 

each step in the problem solving process: 



2. 



•Fact finding 

(1) The problem was def;lned on the worksheet 

(2) All group members could share the Informa- ' 
t ion on their sxips with thie grbup 

• Idea finding - exactly how ^±d 'the group go about 
solving the problem? 

• Solution finding 

(1) Which idea did group members decide to use to 

approach th^ problem? 
Ci) How was the solution put Into action? ' / 

• Evaluating - The solution was checked with tlie ^ 
teacher. What happened if the solution was in- 
correct? ' 

Use the following questions to discuss the group 
problem solving activity: 

• Did you working in the group? Why 'or why not? 

• Do you think you\coul^ have soLved the problem more 
easily working by yourself if you had all lth6' Infor- 
mation? * ' 

• Did^all grbup members contribute to solving the 
problem?. ' 

• What would have happened if one person had refused 
to share information with the group? 

• Did your group have any difficulty working together 
to solve the problem? 
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• Which' problem solving step seemed the most 
difficult for your gz:oup? Why was this step 
difficult? 

Why Is It important for workers to cooperate and 
help each other when isblvlng problems? 
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Student Workshe^ #8 

Jep$ ami Lings Instruction SiieM 



; Pfetend that your group' is using a 'Jew money system. Instead of udliig 
dollars and cents, the new s^^stem uses^jeps, lings, and pums. • ^ ' 

You will each be given a slip that has information tha;^^'<i^l help your 
group tfo solve the problem. You may tell "the other group-^mbers the informa- 
tion ()n your slip. But you may not show your slip to^^ybody. 



The task of your group* is to figure out^how many puns the group has left 
Remember to follow the problem^ solving s^ep^ on the overhead projector. 

^.When you believe ybur group has the correct answer, check it with your 

teacher. ^ 

* . .... 
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We received three Jeps 



We 8p^t 20 lings 



A Jep is 8 lings 



I 
I 
I 
I 
I 
I 
I 
I 

r 

I 

I 

I 
I 

I 
I 
I 
I 
I 
I 
I 



A ling is 5 pums 



We found 4 pums 



We lost 4 lings 



3^ 
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SESSION SIX 



TOPIC: Fact Finding 



OBJECTIVE: 



By analyzing a work situation, students will understand 
the importance of stating the problem and getting all the 
important facts. 



SURVJLVAL SKILLS 
fiMPHASIZED: 



Making independent decisions 
Knowing what is expected 
Basic writing skills 
Working under pressure 
Following instructions 



IMPORTANCE : 



MATERIALS AND 
EQUIPMENT: 



Workers can be more effective when' trying solve problems 
by first learning as* much as ^hey can about their problems. 
Although this may seem like an extra or unnecessary step, 
workers can actually save time and energy' by becoming 
familiar with a problem before trying to solve -it. The 
fact finding step can lead to ideas /for solving" a problem. 
This session give^^s students an opportunity to practice the 
fact finding step of problrin solving^. 

Transparency #2 - Hints far Fact Finding 
Student Worksheet ?//9 - The Tardy Employee 
Stkdent Worksheet #10 -/ Hints for Fact Fixiding 
Overhead projector ' * 



ACTIVITY: 1, Project TransparfenCy #2 - Hints' for Fact Finding , and 
review the fact finding stetr ^ith students. 

2. Distribute Student Worksheet #9 - The Tardy Employee^ . 
Hav6 students underline ^11 the important facts that 
relate to the problem in this case. Then ask them to 
state their responses aloud, telling how eacih fact is 
important in s,olving the problem. * / . ■ . 

• Jane scored vary well on the placement tests given 
her. (She seems to have the makings of a good 
employee. ) . * * 
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• One of her strpngest points Wks her ability to deal 
>rtth difficult customers. • (This Is a big asset In 
her job.) ; / \ 

y ' ' ■ ' ■ . < « ' ■ ■ 

• Paul ^ her as tactful and' courteous and felt these - 
« were liip<|(:tant characteristics for the person who 

filled the job. (Janfe seems to be the right person 
for the job, ) • . ^ 

Y Jane is a fast learner. (She has many assets — It - 
would be a shame to lose her.) . . 

• After a month, Paul checked timesheets and found she 
^ had a tardiness problim; ,(Paul has just rectotly 

become aware of the problem. ) • 

• Paul did not confront her on tw^ previous Instances . 
when he saw her walk. In late. (Paul Jiad hoped the 
problem woujd take c^re of Itself.) 

• In her first month at work, she was tardy five times. • 
(The tardiness is not Just a one- time Occurrence, 

• The fpJ^lowing wgek paul called Jane into his office. 
(Paul tried tp deal with the problem. ) ^ r 

• He told her the tardiness was unacceptable. (Jane 
knov^s where he stands on tardiness.) .. . 

• She replied that her husband had to be to work by 8 
and she had to drop the baby off &t the day care 
center. (Jane has what she considers an acceptable 
excuse. ) * / I 

• Jane doesn't think it should matter that she. is late 
» as long as she does her job.- (Jane's opinion dis- 
agrees with. Paul's. ) 

• Paul* feels tardiness affects* the efficiency and morale/ 
of the entire department. (Paul sees the problem^ as' 
involving thie whole department, not just one- employee. 

Distribute Student Worksheet #10 - Hints for Fact Finding , 
and. have the students complete it. 

Ask students to share J^lie problems jthey have written 
in the form of questdAs. You may wish to write -these 
on a blank transparenty. Some possible questions 
might be: / ' 



• How can Paul Richards be fair to all employees when* ' 
dealing with tardiness problemS? • 

• # How can Janie improve her punctuality? ; 

• How can PaiiL convince 3ane that being, on *ttme to' /. 
work is -important? ^ 

• How- can. Jane and Paul 'agree on a way- of dealing with 
her tardiness? , ^ 

l» Have students choose the question best sums up the 

probJ.em. Write the queption on Transpaiifency #2., 

. ■ • ' ■ "* . 

3. Have students share their response to the fact findlng^^ 
questions, WHO, WHAT, WHERE, WHEN, and HOW: 

• WHO - Jane, Paul^ 'and the 29 department' employees 

• WHATi- Jane 'has developed a pattern of t^ardiness 

• WH^RE - In the department where Jane works 

• WHEN - Several mornings last month 

• WHY Jane has ndt ^responded to Paul's efforts to 

' sdlve. the problem. 

NOTE: The instructor may wish to distribute* Studeiit 
Worksheet //II - The Custepmer Service Desk at 
the end of this session. Students may be 
^assigned to complete the worksheet before coming 
to class. This will give^ students an opportunity 
V to review and practice the fact finding dtep and 

pr6^are them for idea finding. 




Student Worksheet #1 0 

for Fact Finding / 

1. Put the problem in the form of a* QUESTION: ' r 



How can. • . 



Examine all the facts that might be related to the problem: 
WHO is 'involved * ^^^^ ^ 

WHAT is happening ^ • / , 

WHERE is the problem 
WHEN does the problem occur 
jWHY has it become a problem 



3» After examining the facts, you may see the problem differently. Go 
back and ^ee if your QUESTION really "zeroes inT on the real problem. 



# If not, change it:* 
f 
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lent Worksheet #9 The Tardy Employee 



Case Study: Thy; Tardy Employee < 

Paul Richards is in charge of 30 service representatives forUorthwestem \^ 
Tel)ephone Company. Four weeks a^ he hired Jane Nelson to replace an emplpy^e • ' 
who had retired. Jane is 24 years old and scored well on the placement testa.- 
Although she hadn't worked since the birth of her child, her referery:es from 
the job she held froA the time she graduated from high school \intll that time • 
were excellent/ She had worked in t'he credit office of a lo.cal department store. 
One of the strong points her former supervisor had identified was Jane's ability 
in dealing with difficult customers. This was .one of the reasons Paul had 
decided to hire her. He believed that tact and courtesy are important character^- 
,istics for service representatives who of ten had to deal with complaints fro^ 
dissatisfied and $ometimes angry customers. . * * , " • , 

Jane had learned department proc'edures much faster than most new employees. In 
fact, Paul made atpolnt qf telling her how well he; though^ she was doing after 
only one week. S.he just seemed to have a natural ability for calming even tljej/^ 
most irate customer. However, at the end, of the ^onth when he checked the time- 
slj^eets/ Paul realized' Jane seemed to be developing a serious tardiness pattern. 
He had noticed her cojning in late twice but' hadn't said anything. Generally, :5 
with new employees, walking in late in frofit of 29 people who are busy at their 
desks was -embarrassing enough to keep it from happening again. WitH Jane it 
hadn't worked.. In her first month she had been tardy 5 times, 

Thp following* Monday Paul called Jane into his office. He explained that, al- 
though her work was excellent, her tardiness was becoming seTious and would have , 
^o stop. She replied that her husband had to be at work by 8 and she had to drop 
their son at the day. care center. Sometimes she just couldn't help being a few 
minutes late. As long as she did her job well and complied her work, she didn't 
see why jusjt a few minutes really made much difference. . Paul tried to explain, 
that he expected everyone to be on time, in spitd of difficult persona^ situations. 
Paul believes that tardiness affects the morale and efficiency of the entire 
department. . He also feels that overlooking "one employee's tardiness is unfair to 
the rest of the ^mploye^. ^ 




■ ■ I. 

PROBLEM SOLVING 33 



ERIC 




TOPIC: Idea Finding 



OBJECTIVE : 



After *app^lylng the Idea finding step to ^ 'case sltuatioi!i» 
8tu4ent5 will understand the importance of genei^ting and 
considering as many ideas as possible when solvlnj; a 
problem. 



SURVIVAV^ILLS 
^MPHASI^ED: 



. IMPORTANCE ; 



MATERIALS AND 
EQUIPMENT: 



Getting along with others 
Working undfer pressure 
Managing time efficiently 
Using imagination 
Knowing what is expected 
Knowledge of operating" procedures 
workipg without close supervision 
Adjusting to work situations 



When-»,tryi)ag to solve a problem we may limit our ideas by 
judging them too quickly. Sometimes our most "far out" 
ideas can prove to be the most useful. .Idea finding also 
means combining and improving ideas. fXhe more ideas we 
explore, the c^re likely we are to comdRip with a good 6ne; 
In this session students will practice the idea finding 
process and review the fact finding step of problem 
solving. \ . ■ ^ 

Student Worksheet #11 - The -Customer Servig^ Peak 
Student Worksheet #12 - Exla mlning Ideas ^ 



Transparency #3 - Examining Ideas 
Overhead Projector 



ACTIVITY: 1. 
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Briefly review students* responses on Student Worksheet 
#11 - The Customer^ Service Degk and choose one question 
that best summarizes the problem in the case study: 



•YA possible question is: *'How can service to customers 
be improved during the late afternoon hours at the • 
customer service desk?" 
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• VmO is involved? Mike, Mrs. >Jo the fifth- , 
floor manager, and customers/ 

• WHAT is happening? Customers have tb wait in line 
for service. ' . , • > 

• WHERE - On the fiftj^ floor, at the customer s^jvice 
desk. . ' : •■ * ' ' ' '\' , 

• WHEN does .the probllem occur? During late afternoon; 
hours, and) just aftW closing time. y ' 

• WHY has .it; become a problem? The inconyetiitnce is 
causing custome?:s^ and employees tj^'cbmplain. 



'2. Conduct a brainstorming session either with the entire 

V class, or in smaller groups of fdurrot^ive students 

. - each. Remind students to express aH. their ideas for 

; solving the problem, even the aniusing or "far ou|:" otfes. 

3. After ferainstorming, ask students if they can , combine 
or- improve any of their' ideas. Then have students 
choose three ide^s to examine further. 

.4.' Disliribute Student Worksheet #12 - Examining Ideas . - 
Havie students think of at least one good point and one 
bad point for each idea. A sample^wotksheet is provided 

' ' for the instructor^ J ' 

\ 'v , . • , " ^ ■ \ .... ' ; - ■ . . \ ; ■ 

FOLLOW-UP: 1.' Using Transparency //3 - Examining Ideas , write down 
"^"^all the good and bad points students thought of for 
^/each idea examined. 

• Did other students think of good and bad points you 
didn't? ^ * 

Di'SlTfche ideas seem better ot^orsey^after you examined 
them? 

• How c^n examining your ideas help you come to a better 
solution?' ^ 




NOTE: 



The instructor may w^sh to distribute 5tudent 
Works/Vieet //13 - Agnes and* Betsy ^t the end of 
this session. Students may be ^assigned to com-; 
plete the worksheet before .coming to class. 
This will give student^ an opportunity to re- 
view the fact, finding and idea finding st^ps -of *^ 
problem solving. . ' 



36 PROBLEM SOLVING 



ERIC n 



41\ 



^udent Worksheet # 1 1 

' The Customer Service Desk ; 

Case Study: The Customer Service Desk " ^ ' 

„Mlke works at the customer service desk on' the fifth floor of a large departttjent 
store. HiS/job includes .four main responsibilities: i 

'■■ ■■- 

1) answering Qu^tomer*s questions * ^ 

*2) giving directions for finding departments on all five floors of the store 

3) checking packages for customers 

4) 6ell;lng tickets to entertainment events in the city. 

■ / * , . ■ I • ■ ■ , ■ \ ^ 

Mike works with Mr,s. Johnson, who is responsib^^e for the customer service and 
mail, order departments. Because she is busy answering the telephone and carrying 
out her' other dutiesv Mrs. Johnson is seldom near the customer service desk. 
Since the late ^^f ternoon is a very busy time for Mike, customers taust stand in 
line, to buy tickets and pick up their packages, ^ - 

Today Mrrf. Hal^, a long-time customer of the store, complained to, Mrs. Johnson 
thit she misse4 her ride home because she had . to wait in line so long\to pick ^vip 
a pjackage.^ Mrs. Hall also complained that Mike was short-tempered an^i discSur- 
teoui^ to her. The fifth- floor manager is cbmplaining because^ customers a^e kept 
waiting as long as-^0 minutes after the store cfbses and he^-4.s getting tired of 
routing ^the late shotppers through the store to the exit and^pening and jacking 
the door several times each evening^ ^ ^ 

1. Underline all the • important facts.* 

'•' ■ ■•.■■./■■ 

2. What is the problem here? 



V 



3* Examine 'the faG^!s: ' ^ 

WHO is involved? , 
WHAT is happening? , ' 

WHERE is the problem? • 
WHEN does the problem occur? / , . 

WHY has the situation become a problem? 

■ V 'v ■ - ; . • ' ■ 

4. Now that j/ou .have looked at the , facts, can you state the p^oblem better? 
(Ir^ the foijpKPf a question.)' . 



* * > 
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student Wpckifi^t #1 2 Expaining Ideas 

Write down the three ideas chosen by the class for solving the Customer Service 
Desk problem. Then think of at least one good point and one bad point for each 
idea* Write the good and bad points below each idea. 



Idea: 



Good Points^ of Idea 


Bad Points of Idea 

i ■ ■ ' ' ■ ■ 


Idea[: ' 


Good Points of Idea 


' Bad Points of Idea 


c , - ■ ■ , 

Idea: ^ - ^ * 


■ ® ■ 

Good^ Points of Idea 
■ "* * \ 


Bad Points of Idea 
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Transparency #3 Explaining Ideas 



f ■ • 

Idea; Close Customer Service desk hour earlier / . j 


Good Points of Idea 

1. ^ Customers out of store by 

closing time i 

2. No hassle for fifth floor 
manager 


Bad Points of Idea 

1. Inconvenience to customers 

2, Does not solve the problem of 
customers waiting in line 


Idea: Hire a person to help Mike in the afternoons ' ^ 


1. B^ter service to customers 

2. Decrease in'^Mike's work load 

3. Speeds up service .to customers 


1. Costs money to pay another person 


Idea: Mrs. Johnson could help Mike during busy hours ^ , 


1. petter service to customers " 

— ^ 

2. Mrs. Johnson could supervise 
Mike during this time 

3. Speedier service to customeris 


1. Mrs. Johnson would be taken away 
r V from other duties 
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TOPIC/ Solution Finding 



OBJECTIVE: 



By applying the solution finding 9tep to a work situation, 
students owill understand the advantages of choosing a 
solution ^rom several alternatives and the importance of 
planning action when implementing a solution. 



SURVIVAL SKILLS 
EMPHASIZED: 



IMPORTANCE: 



Having specialized training 
Working' as a team member 
Knowing what is expected 
forking without close supervision 
Managing time ejEficiently 
Getting along with others • 



T 



Ttie solution find^g step involves deciding on a solution 
and putting the solution into' act ioru^^he solution finding 
step requires careful thought and Motion. Paying special 
.attention to planning the action can help assure the 
problem solver that the solution .will bet successful. Even 
a good solution can fall if it^is ,put into action carelessly. 



MATERIALS AND 
EQUIPMENJ^. 



Student Worksheet #13 
.Siillent Worksheet #12 
Oyarhead projector 
Blank Transparency 



ARnes and Betsy 

Examining Ideas (from SESSION SEVEN) 



ACTIVITY: /I. 



Briefly go over students' responses to Student Worksheet 
//13 - Ap;nes and Betsy ,. (The question that best sums up 
the problem is (a), because it includes ^both Agnfes and 
Betsy as parts of the problem; ) Ask students to share 
their ideas for solving the problem and -to share the 
good points and bad points about each idea. Have student 
decide on one, idea. They may wish to combine t\>o or more 
ideas. 

Ask students to suggest exactly how ^hey could put the 
idea into action. Use a blank transparency to record 
their suggestions. That is, what steps should the office 
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manager take to put the solution fnfo action? For 
Instance, suppose the solution* was for the oiFflce 
manager to talk to Agnes about her behavior. Wfiep 
should the office manager do this? ■ Exactly what 
woi4d the office jnanager say? What cautions should 
the office manager observe? What might go wron^, and 
how can It be avoided? 



FOLLOW-UP 



Have volunteers role play a "wrong" way to put the 
chosen solution Into action. ; 



Why Is It Important to plan the action you will 
take? 

• How can workers avoid creating problems by planning 
their action on the solution carefully? 

2. Have: volunteers role play a "right" way of p^ttlng the 
chosen solution Into action. 
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Student Worksheet #1 3 Agnes and Betsy 

Case Study: Agnes and Betsy ^ 

You are the office manager at Idex Corporations. One of your main duties is to 
supervise the office workers.' Your biggest problem right now is with Agnes, who 
has worked for Idex for twelve years. She was hired by the man who is now the 
Vice President oX Idex, and they are good friends. 

You recently hired Betsy, who is an excellent executive secretary. Betsy has 
already started having trouble with Agnes. You are not surprised about this, 
because the last three persons who were hired to fill Betsy's position eventu- 
ally resigned because of Agnes. Agnes is extremely nosy and tries to boss 
everyone, including Betsy. Agnes tells Betsy how to do every little detail, 
letting her own work get behind* Agnes used to be responsible for supervising 
the office staff when the company was smaller, but she no longer has this 
responsibility. She answers the telephone ' and listens to the conversations of 
the other employees. 

Xqm have discussed firing her with th.^Vice President, but since she is a good 
friend of the v!?.. and he originally hired her, he is not willing to allow her 
to be fired. She is a widow and must support her two children, so she needs 
the work. ' 

Agnes receives a much higher salary than Betsy but does much less work. ^Betsy 
is more qualified than Agnes and has a much larger^ work load. Agnes also. has 
keys to all the offices, and you caught' her in your desk one day when you 
returned to the office unexpectedly. Agnes does, however, have excellent typing 
skills and is pleasant and friendly to the public. 

Betsy is threatening to leave if this situation is not corrected. Since she is 
such an excellent worker and^ you have already lost' three employees, you want to 
keep her if at all possible. \ ^ ^ 



1. Circle ttfe question you think sums up the problem best: 

' (a) How can the office manager help Agnes and Betsy get alo 
(b) •How can the office manager get rid of Agnes? 
^ (c) How can the office manager keep Betsy from quitting? 



?th ch other? 



2. The related facts: 

, WHO is involved? 
WHAT is happening? 
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WHERE is the problem? 
WHEN does the problem occur? 
' WHY has it become a problem? 

3. Ideas for solving the problem 
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SESSION NINE 



TOPIC: 
OBJECTIVE : 



Evaluating the Solution 



After applying the evaluating step to a problem situation,^ 
students will understand the importance of evaluating the 
results of a solution when solving a problem. 



survival skills 
emphasize;p:; 



Getting along with others - 

V^or'king as^a teatn member 

Knowing your strengths and weaknesses 

Knowing what is expect :id 

Managing time efficiently 

Working under pressure 



IMPORTANCE : 



Problem solving is not complete. until the results of the 
solution are evaluated. Evaluation is important because 
it gives us information about how well a solution worked. 
It also tells us whether we need to take further acJLPv- 
When one solution does not work we may need to go back uO 
'the fact finding^'step to discover whether we have over- 
looked an important fact oo: defined the problem inc rrectly. 
We may discover that our solutions caused problemi^w- did 
not^ expect. Evaluation Tielps us learn from our mis-^ukes 
and failures as well as from our successes. 



MATERIALS. AND 
: EQUIPMENT: 



Student Worksheet //14 A t^roblem Between Friends 
Transparency #4 - Evaluating a Solution 
Overhead projector • * ^ 



ACTIVITY.: 



1. Hand out Student Worksheet //14 - A Problem Between 
Friend^ , and have istudents read the case. Point out 
that in this situation Jan has tried to solve the 
problem. At first she thought her solution"* worked, 
but later she found that it nadh' t. 

2. Briefly review the related facts: ^ * 

• Jan and Tim are best friends and have known eadh 
other since kindergarten. 

I ■ • ■ 
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• As Jan took an order, she saw fini take the tip from 
the table next to hers and put it In his pocket. » 

• The policy was for all waiters and waitresses to 
collect their own tips and turn them Into the office. 

• The tips were recordec^, deductions made, ^nd the * 
employees each received a share as part of their 
weekly paychecks. 

k ■ . ■ 

•^.Gloria told Jan that three group's did not leave her 
any tip. / 

• Jan knew what was hap^e^ning and confrojited Tim. 

• He finally admitted thiat he had been taking tips. 

• He thanked Jan for not telling Mr. Alberts and promised 
not to do it again. 

• Jan agreed to forget the incident. 

• A week later, several waiters and waitresses were 
complaining nbout being short on tips. 

' \ ^ 

Explain, thnf sometime^ m r^n good solutions of problems 
4o not ^^'k. ,M hi mv evaluation is an important 
Htep^ in solving a problem. ^ 

Project Transparency #4 - Evaluating a Solution . Ask 
students to anfewer the question aloud. 



Explain that now Jan starts the problem solving process 
over again. This tim^ she has one new fact: Tim did 
not keep his promise to stop taking the tips. 

Ask students for ideas for solving the new probleta. 
Three possible solutions are: 

• Talk to Tim alone • s 

• Talk to Tim and Mr.- Alberts together. ' ' " 
Have a meeting with Ti*m, Mr. Alberts, and the 

other employees* 

" ■ . ■ " ^ , ' , 

Have students decide on a plan of action, outlining 
exactly what Jan might do and say. A'^possible plan 
of action for tKe f<fst solution: S. 

\S ^ ^' ^ 

• Tell Tim how disappoiM%d you are that he didn't stick 
to his promise. . 
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V • Tell him you do not|want to lose hltn as a friend, 
but that he Is hurj?lng you and the other employees 
by decreasing the amount of money you aTer earning. 
Point oul: that he Is also affecting his own future. 

• Tell him you feel you will be forced to talk to 
Mr. Alberts and tell him what Is- happening If things 
continue as they are. 

4. Have volunteers role play tlie new solution and have the 
class evaluate the results, using the guidelines on 
Transparency #4. 



4 



if 




•J 
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Student Worksheet #14 A Problem Between Friends 

Case Study: A Problem Between Friends 

Jan Gray and Tim Moore have been friends since they were in kindergarten when the 
Grays'became the MooresV next door neighbors. Both Jan and Tiija will be attending 
Gilford College in the fall so. their friendship is likely to continue. It was 
.also Tim who introduced Jan to her steady boyfirend, Tim's best friend, Mike 
Alexander. 

During the spring, Tim 'started working as a busperson at one of the nicest ' 
restaurants ill town. He mentioned a number of times what a nice'place it was to 
work and how much he was able *to save for college because of th^ excellent tips. 
Tim knew that Jan wanted a job for the summer, so when fie heard that Mr. Alberts, 
the manager, was ^accepting applicatioris for summer help, he suggested that Jan 
apply as soon as possible. Because she applied early, Jan was hired^and started 
working part-time and weekends as k waitress ey^n before graduation. 

Besides being able to save some money, Jan really enjoyed her job. The job was 
very different from anything else she had ever done. She enjoyed constantly 
meeting new people arid the challenge of providing the best servide she could. 
Mr. Alberts stressed the importance of teamwork and how each employee affected 
everyone eise. Jan could cle,arly see what he meant. She was impressed by how 
cooperative and helpful everyone was. Being new, she especially appreciated the 
other employees! helpful suggestions and the way they occasionally gave her extra 
help if she wa's having . problems organizing things. ^ 
...... ^ / ^ ^ ^ . . 

About a month after Jan started, both she and Tim were scheduled to work the 
Sat^rda,y everting shift . .In fact, hets was one of-^the stations Tim was ^^ssigned 
to bu^r. As'^she was taking an order, sh«^noticed that as Tim. was clearing the 
table next to her, he picked u^ the tip and stuffed it into his pocket. The 
.policy was for waiters and waitresses to pollect their own tips and turn them 
into the office. The tips were recorded, deductions were made, and then each ' 
person received a share as part of the weekly paycheck. At first: Jan . thought 
Tim must just be trying to clear the table as quickly as possible because it was 
so ^busy and that he planned to give the money to Gloria when he was finished. 
It was awfully busy so she didn't have time to give it much further thought—at 
least not until much later that evening when she and Gloria were figuring their' ^ 
tickets and tips/ » , . 3 

"Boy,:*- sighed Gloria, *'some people really have nervel^ I had three groups^^wfio 
didnVt leave me one red cent'! It "wouldn! t 4^ke me mad if I hadn't gi\^etf ''them 
good service, but I did.*' . . ^ . 

"That's a rot^^n thing to have happen. I really am sorry. "^'^^' 
"You ought to be, it affects all of us." .---^^^ 
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"It doe^, I hadn't thought about it that way." ^ 

It didn't take long to figure tHat Tim must be pocketing tips on ^ regular basis. 
Because they were such -good frieji^, she felt she had to ask him about it. At 
first he didn't say-a<^cthing, but finally he admitted that was exactly what he 
hAifl been doing, m m, ^ ^ 

"Listen, Jan, J appfr^ciate your 'concern that I'll get myself into* big trojildTe. 
I'm glad'you talked to mB firsthand didn't go to Mr. Alberts. It won'jtiTnappen 
again. I won't put you on the spot again. L^t's j.ust fgrget about^±t. OK?" 

That was fine with Jan, and she did just that. Then, about a^week later they 
were scheduled to work together again. Though Jan didn't noficp anything • ' 

urtusual, at xilosing several of the waiters and wAitressea^'complainec^ about being 
shott on tips. They weren't just complaining about customers, they wfere begin- 
ning to suspect that "someone" was taking their harid-fearned money. — . 
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Transparency #4 Evaluating a Solution 

!• Did the solution solve the problem? If not, why not? 



2, Did the solution create any new jjroblems? If so, what are they? 



'I 



3. What steps need to be takert qOw. to solve the new problem? 
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^liEKlbuices ior Teac^^ 

iB0OKSV ARTICLES7 AND ACTIVITIES r - ^ ' ; 

' Gibb, C. . Glenkdine, C^e/vUvt'}^Koblm SoZviyig, VKdLJunimAy EdcUjon, Texas 
' University Research and Development Center fot' Teacher Education, Austin,^ 

Texa^.1970. ^ ; , . ■ • ■ , ; ^ ■ : ^' . ■ 

'Contains three modules designed to teach creative* prpblaa solving. j 
The modules are entitled (1) application of drferred jiiitemen^ (2) 
recognizing the .real problem, and (3) developing the solution. In^^feroctor's 
guides for all. modules are included with the student workbook for the third ^ 
iftodule. For each module goals are stated operational objectives^ are ^e- 
fined, and teaching procedures are outlineci in terms ofi desired learning « 
put comes, iifstructor tehavidr, ihd student behavior. Students' are given 
. \ practice in problem r^efinition, .brains tontting, generating and evaluating * 
solut^x>iis, and overcoming mental sets. ' 

. ■ ' . / ■ ' : ^ , ■ " . 

How) td ti^e VouA Jmaglmtion—Thz ABC 'A oi C^OMtlvz ?nx)t>l&n. Solving, a scripto- V ^ 
* , graphic boolclet, Channing L. Bete Co. , Inc. , Greenfield, Mass., 1977. 

One of a series of six illust^rated booklets for use in values educax 
tion. Emphasizes the need for imagination wh^ splviiig problems, and ^ 
outlines- the Qtep-b^^st-ep process of, problem solving. 

. • ' ; . ^ :^ , . : ^ " : " ' ^' ;^ > :-• . ' 

Koberg, DonV and Bagnall, Jlm, .Tfie UWivQA^aZ Tmy2lGA^Soit'Sy6tm6 Gwidz te: . 
Cn,zcuUvlty, Vhjoblm SolvAJig and thz VKocuh oi Vo^lQn, William Kaufmann,^ 
Inc.^^Lps Altos, California, 1974. \ . • \ 

An imaginatively written and illuStrat^fed book which looks upon problem 
solving as a journey. The authors believe that all" problems <?an benefit , 
from the same logical and orderly process. They translate the languiage of 
cybernetics into a.conversatior^al approach to creativity, problem solving 

V , and design. 

Maynard, Fredrlle, "Solve Your Problem the Expert's Way ,"<I?l^e/i'^ Vigo^t, July^ 

/■ 1976, pp. 96-99\ / 

Describes and^ Illustrates six problem7Solving strategies, including 
(1) reversal, (2) redefinition, (3) planriing for results, (4) breaking 
routines, (5) brainstorming, and -(6) making a, minus a plus.; 

AUDIO VISUAL RESOURCES ^ J 

BOA^C Job SluZt^: HandJUng Vculy ?n.oblm6, available from the Audio Visual ^ 
Service, University of Illinois, Urbana, 11* 61801. Request film number 
J04402. (11 minutes) / ' > ' ^ - 

Three experienced workers, an x-ray*technician, a restaurant manager, 
and an equipment supervisor for a construct 1^ company , illustrate how most 
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ito 'W^Mlved logically, through cpmmyplcatldn and cofflprpmisi^, 
practtcarsuggestions tp cp-wprkefll, who dlscoyer an effective > 
Tesolvfs conflicts-- identify* .t^^^ problein,' 'think about it, andvtallc 
It it • A 1976 product ion^^ • 

t Wo^iJtd ti^ V& ^ On the !joh>/^ ;Educatioiial Resources Dlvi^ 
■ ■^ Defiign Inci"-,,,: r " ■ \ f .' ' •'^ 

Consists- 14 lesson tapes and 6 discussion ^apes. The course, ^ 
presents problems fencountertd^ by empj-oyees during their f irs^ f ew weeks 
* on a new job. Also includes student record booklets. Sltuati1]ijis are 
presented in an informal^ conversational manner through narration and 
dialogue. Each, lesson t/^pe includes lesson questions and review questions 
to which the 'student must^ respond by waiting in an aaswer booldet^. 
may be studied individually or in a group and taken iiSi any order. , Topics- 
covered include Ney on the Job, Dealing With Supervisor, The Rules of the 
Game, Moving Up oi/ Out--specific situations cite needling and hew man on ^ 
the job, flow to handle a. talkative co-worker, getting help and information,^ 
■ etc. , ■ ^ , . . \ :\ , ^ ■ . • ■ ■ • - . 
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